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1. [bookmark: _Toc134617818]
Executive summary
[bookmark: _Hlk82005058]
This report presents the Guardians’ Annual Report for the period 1 April 2025–31 March 2026 providing an overview of the activity and themes taking place during this period.  
· Staff raised 121 concerns to the FTSU Guardians which was higher than the previous year by nearly 20%.
· The most common theme for new concerns remains as in previous years Management Concerns (46 as against 47 in 2024/25).  It is worth noting however when looking at the levels of staff raising concerns 30% of total concerns raised are middle managers themselves. There has been a marked increase in Patient Safety (10) and Staff Safety/Wellbeing (9) during the reporting year. 
· The response to the 3 x ‘Red’ concerns which involved patient safety was escalated very promptly within the Health Board and actioned within the 12-hour requirement.
· The job group that raised the most concerns were Nursing and Midwifery (46.3% and up from 42% last year) which continues to reflect the pressure throughout the workforce as they try to manage public expectation especially in the areas of A&E and Maternity. It should also be noted the small increase from Administrative/Clerical (16.53% from 14.14% the previous year) which reflects the many transformative changes underway.
· There has been a marked increase in those contacting the Service “out of hours” with 91 which represents just under 6% of all contacts with the Service
· The largest user of the Service was the Morriston Service group which reflects the Guardians work in ED and in the NPT/Singleton Service Group with Maternity and Neo Natal. There continues to be engagement with International Overseas Nurses in all Service Groups.  
· There is still work needed on escalation pathways for staff who often are reluctant to escalate. It remains that by far the highest reason for using the service at 64.64% (lower than the previous year) that staff do not believe they will be listened to or have raised issues before with them not being listened to.

· It should be noted that the largest increase against reasons for using the service this year was “Impartial Support” at nearly 28.1% up from 13.86% the previous year. This reflects the increase in formal ER cases and issues identified with lengthy timeframes in resolving formal processes where the Guardian Service steps back to provide more of a pastoral role and other services, such as HR and Trade Unions have to become involved.
· The Guardians have continued to meet regularly with OD, monthly with the Director of Workforce and OD and bi-monthly with the Chair and Independent Board member; to discuss emerging themes. No identifiable data is shared without explicit permission from a staff member.
· A focus of the Guardian’s work remains in 3 areas which are A&E at Morriston, Maternity at Singleton/Neath Part Talbot which includes the Community Outreach Midwifery teams and Mental Health & Learning Disabilities as the complexity of cases continues to grow especially in MH&LD.
· There has clearly been continuing evidence that there remains a gap in preparing staff for management responsibilities. While training is available the financial restrictions around study leave etc have caused issues.
2. [bookmark: _Toc134617819]Background to Freedom to Speak Up

Following the Francis Inquiry[footnoteRef:1] 2013 and 2015, the NHS launched ‘Freedom to Speak Up’ (FTSU). The aim of this initiative was to foster an open and responsive environment and culture throughout the NHS enabling staff to feel confident to speak up when things go or may go wrong; a key element to ensure a safe and effective working environment. While the initiative is mandatory in England in Wales the initiative is called “Speaking Up Safely” with the Guardians as just one element of the provision for “Raising Concerns”. [1:  https://www.gov.uk/government/publications/report-of-the-mid-staffordshire-nhs-foundation-trust-public-inquiry] 

3. [bookmark: _Toc134617820]The Guardian Service 

The Guardian Service Limited (GSL) is an independent and confidential staff liaison service. It was established in 2013 by the National NHS Patient Champion in response to The Francis Report. The Guardian Service provides approx. 350,000 staff across 42 NHS organisations in England and Wales as well as to the British Medical Association, Nursing & Midwifery Council, Ambulance Trusts and GP Practices via Integrated Health Boards with an independent, confidential 24/7 service to raise concerns, worries or risks in their workplace. It covers patient care and safety, whistleblowing, bullying, harassment, staff safety and wellbeing, sexual issues and work grievances. We continue to work closely with the National Guardian Office (NGO) in England although exactly what the future holds for the initiative after the announcement of the NGO closing in July 2026 is unclear. We attend the FTSU workshops, regional network meetings and FTSU conferences. The Guardian Service is advertised throughout the SBUHB as an independent organisation encouraging staff to speak up freely and without fear of reprisal as this was what staff told the organisation they wanted. 

The Guardian Service Ltd (GSL) was implemented in May 2019 and Swansea Bay University Health Board is the only Health Board in Wales to utilise an independent service in the Health Board as part of a range of options for staff to speak up confidentially. 

Communication and marketing have been achieved by meeting with senior staff members, joining team meetings, site visits, drop-in sessions, the Intranet and the distribution of flyers and posters across the organisation. All new staff will become aware of the Guardian Service when undertaking the organisational induction programme.



4. [bookmark: _Toc134614129][bookmark: _Toc134617821][bookmark: _Toc134617822]Access and Independence
Prior to the establishment of the Service within SBUHB staff had clearly identified that they wanted an independent service external to the Health Board. Being available and responsive to staff are key factors in the operation of the service with all initial contacts being responded to within 48 hours. Many staff members, when speaking to a Guardian, 
have emphasised that a deciding factor in their decision to speak up and contacting GSL was that the Guardians are not SBUHB employees and are external to the Health Board. As you will see from the staff comments who completed the evaluation survey at the conclusion of their concern this independence was a key factor in then “speaking up”.
5. Categorisation of Calls and Agreed Escalation Timescales

The following timescales have been agreed and form part of the Service Level Agreement.

	Call Type
	Description
	Agreed Escalation Timescales

	Red
	Includes patient and staff safety, safeguarding, danger to an individual including self-harm.
	Response required within 12 hours

	Amber
	Includes bullying, harassment, and staff safety.
	Response required within 48 hours

	Green
	General grievances e.g., a change in work conditions.
	Response required within 72 hours

	White
	No discernible risk to organisation.
	No organisational response required



Open cases are continually monitored, and regular contact is maintained by the Guardian with members of staff who have raised a concern to establish where ongoing support continues to be required.  This can be via follow up phone calls and/or face to face meetings with staff who are in a situation where they feel they cannot escalate an issue for fear of reprisal.  Guardians will also maintain contact until the situation is resolved or the staff member is satisfied that no further action is required. Where there is a particular complex case, setbacks or avoidable delays in the progress of cases that have been escalated, these would be raised with the organisational lead for the Guardian Service at regular monthly meetings. 

Escalated cases are cases which are referred to an appropriate manager, at the request of the employee, to ensure that appropriate action can be taken. As not all employees want their manager to know they have contacted the GSL, they either progress the matter themselves or take no further action. There are circumstances where cases are escalated at a later date by the Guardian.  A staff member may take time to consider options and decide a course of action that is right for them.  A Guardian will keep a case open and continue to support staff in such cases.  In a few situations contact with the Guardian is not maintained by the staff member. 



6. [bookmark: _Toc134617823]Purpose of the paper

The purpose of this paper is to share the continued progress, development and evaluation of the service and recommendations from the Raising Concern Guardians for the period 1 April 2025 to 31 March 2026. The paper needs to be considered bearing in mind the Health Board’s own communication and engagement programmes such as “Ask Abi”, the Health Board Vision, People Strategy and One Bay Way branding. In addition, the challenging financial position that the Board and the whole of the NHS in Wales finds itself needs to be factored in. 
7. [bookmark: _Toc134614132][bookmark: _Toc134614133][bookmark: _Toc134617824]Number of concerns raised 

[image: ]
[bookmark: _Hlk42076171]There have been 121 (101 last year and 128, 88, 74, 66 & 91 in previous years) concerns raised by staff during the period of this report. 
Contact has been made from staff to the Raising Concerns Guardians via email (941), telephone (331) and face to face visits (280). In 2024 the figures were 959, 278 and 239 while in 2023 they were 1031, 545 and 344 while in 2022 the figures were 763, 428 and 344 while in 2021 the figures were 606, 337 and 254 while in 2020 the figures were 1441, 471 and 254 and in 2019 the figures were 906, 1493 and 152 respectively. The total number of concerns is nearly 20% up on the previous year the level of engagement was similar bearing in mind the number contacting the Service using the identified methods of contacting the Service. There is no doubt that “face to face” engagement remains the best way of engagement while use of Microsoft Teams remains a useful method as the SBUHB have in many areas adopted a “hybrid” way of working. There has also been a concerted effort to be as visible as possible in all locations with regular walkarounds and “drop in” sessions especially in Maternity and ED. 
There is no doubt that over the past year there has been a continuation in the acceptance of the value of “face to face” engagement. The continuation of the “Ask Abi” initiative with the respective Chief Executive certainly appears (anecdotally anyway) to continue to provide staff with a source of engagement that is appreciated.
At the request of the Health Board the number of contacts outside of regular hours (9.00 am to 5.00 p.m.) is monitored with 91 contacts made during the year. As a % of the overall number of engagement (whatever method) equates to nearly 6% of all contacts happen out of hours demonstrating the value of GSL’s 24/7 service/offer.
The support of the SBUHB staff at all levels especially in the HR and OD & Workforce departments to assist the Service has been greatly appreciated with particular thanks to Julie Lloyd (Head of Culture, OD & Staff Experience) who has during the year acted as our main Liaison contact and Tina Ricketts (Director of Workforce & OD) who has always made herself available to deal with concerns.  
As mentioned earlier there has been extensive engagement with Maternity and ED through regular “drop in” sessions as well as engagement with Senior Management to ensure they were aware of the issues that the staff were raising with us. This was extended to include Neonatal after the external Report highlighted that the availability of the Service had not been taken up in that area with take-up throughout the year. We have also undertaken “drop in” sessions at various Wards in Morriston and at the Wales fertility Institute.
8. [bookmark: _Toc134617825]Confidentiality 


	Confidentiality
	No. of concerns
	Percentage

	Keep it confidential within Guardian Service remit
	97
	80.17%

	Permission to escalate with name
	13
	10.74%

	Permission to escalate without name
	5
	4.13%

	Permission to escalate anonymously
	6
	4.96%

	Total
	121
	100%


[bookmark: _Toc134614136][bookmark: _Toc134617826]
As mentioned in last year’s Report it was the intention to undertake work to try and raise the % of concerns that didn’t want to remain confidential which remains stubbornly low.
We will continue to work with all staff to ensure that they have explored all options regarding escalation.  
9. Themes

Concerns raised are broken down into the following main categories.


	Themes
	No. of concerns raised
	Percentage

	
	01/04/25-31/03/26
	Previous 
12 months
	01/04/25-31/03/26
	Previous 12 months

	Patient safety 
	10
	11
	8.27%
	11.11%

	Management Concern
	46
	47
	38.01%
	47.47%

	System and Process
	30
	12
	24.81%
	12.12%

	Bullying and Harassment
	9
	7
	7.43%
	7.07%

	Discrimination and Inequality
	3
	1
	2.48%
	1.01%

	Behavioral / Relationship
	12
	15
	9.91%
	15.15%

	Worker Safety
	9
	4
	7.44%
	4.04%

	Other
	2
	4
	1.65%
	4.04%

	TOTAL
	121
	101
	100%
	100%



10. [bookmark: _Toc134617827]Trends in Cases

While “Management Concerns” remain the largest number of the concerns raised it is clear that the pressures have been building on staff during the year at a greater rate than previous years. When you combine the “Management Issues & System Process” concerns there has been a marked increase from last year to 76 from 59 which confirms the early statement. This is detected in the rise in the number of patient safety and worker safety/wellbeing which have both increased. It should be noted that in many of the cases there is a long-term solution being worked upon although this doesn’t relieve the short-term pressure. In several of the concerns it has been clear that there is a lack of training for movement into management positions which has been recognised by the Health Board with new initiatives being undertaken although it is recognised that the financial constraints have impacted with restrictions on study leave etc.
It should also be noted that there has been a marked increase in “Worker Safety/wellbeing” from the previous year which again reflects the pressures that staff have reported. For the first time there have been concerns raised under the category “Discrimination and Inequality” which have related to Health Board policies such as Annual Leave. 
11. [bookmark: _Toc134617828]Assessment of Themes

As you will see from the table/figures above there remains a similar level of concerns from previous years affecting “management concern” and when you add this to the “system and process” figure they still total nearly 63% (up from 60% last year) of the concerns which we believe reflects that considerable amount of change currently occurring in the Health Board.  There is no doubt that the financial pressures that the organisation is experiencing are impacting on staff at all levels.
While the figure for “Patient Safety/Quality” has remained roughly the same despite the continuing pressures in ED and with the external Review in maternity and Neo Natal where staff are feeling constant and sustained pressure. As with last year we have recorded if appropriate a secondary theme to the main theme as often there are multiple reasons why someone contacts the Service – see chart on next page.
It is worth noting that there has been an increase regarding the “Worker Safety” category which has increased from 26 to 47 – a roughly 80% increase which is also reflected in the increase as a primary theme. There is no doubt at all that the reported financial pressures that the organisation is experiencing are impacting on staff and there is an ever-increasing need for all the interventions that the Health Board provide for staff to remain. There could be an argument for the Health Board to consider extending those services further where appropriate. However, the categories of “Management Concerns” and “System & Process” remain the largest themes for contact although down on the previous year (2024 -152 to 2025 – 124)

[image: ]
There was a requirement during the year to raise 3 x RED concerns around the same issue of beds being placed in the wrong areas in wards including the blocking of fire exits which was dealt with in the contracted timescales. 
Whenever a contact is made, we always suggest to staff (if they are members) to make contact with their Trade Unions to ensure that staff are aware of all the options available to them. To re-confirm, The Guardian Service does not intervene in formal Employee Relations Cases, however, it is important to share feedback received in listening to staff as part of initial scoping of a concern as well as providing emotional support.  



The outcome of the bullying and harassment concerns raised that are closed:
	Outcome of bullying and harassment concerns raised
	Number
	Percentage

	
	12 months
	Previous 12 months
	12 months
	Previous 12 months

	Informally resolved with Guardian support
	4
	2
	57%
	34%

	Decided not to take forward
	2
	4
	29%
	66% 

	Resignation
	1
	0
	14%
	0%

	TOTAL
	7
	6
	100%
	100%



The contacts follow a similar pattern to last year and again it was possible to help staff avoid engaging in a formal process, by empowering them to raise the issue themselves, while the service provided ongoing support. There is real concern that the language around these issues remains very much stuck in the past with the term “grievance” (4 years since the introduction of “Respect and Resolution”) frequently being used by the Trade Unions and often the staff. Accepting that this is often a cultural issue and there remains much work to be done to improve everyone’s use of language.
12. [bookmark: _Toc134617829]Statistical Graphs
Concerns raised by Directorate

The 3 main areas of activity are Mental Health & Learning Disabilities, Morriston Service Group and Singleton and Neath Port Talbot Service Group. 
The figure for Morriston Service Group reflects the increased activity in ED, AMU and the wards affected by the changes to flow during the year. We have continued to provide regular support to Maternity and added Neo Natal by way of regular monthly “drop in” sessions as well meeting management to provide feedback both ways from and to staff.
There is no doubt that the ability to once again engage “face to face” with those raising concerns has helped. It has also helped in terms of presentations and meetings enabling the Service to be promoted as a valued support for staff at this time of great pressure.

	Directorate
	Number
	Percentage

	
	01/04/25-31/03/2026
	Previous 12 months
	01/04/25-31/03/2026
	Previous 12 months

	Primary & Community Services Delivery Unit
	10
	11
	8.2%
	12% 

	Mental Health & Learning Disabilities
	23
	26
	19%
	26%

	Morriston Service Group
	43
	23
	36.1%
	23%

	HQ
	2
	1
	1.5%
	1.0%

	Digital Services
	2
	0
	1.5%
	0

	Singleton & Neath Port Talbot Service Group
	33
	32
	28.2%
	31%

	Corporate Nursing
	0
	0
	0
	0

	Corporate Governance
	1
	1
	0.8%
	1.0%

	Estates & Ancillary
	2
	4
	1.5%
	4.0%

	Medical Directors Dept
	2
	0
	0
	0

	Workforce & OD
	1
	1
	0.8%
	1.0%

	Not confirmed
	3
	1
	2.4%
	1.0% 

	TOTALS
	121
	101
	100%
	100%


13 Concerns raised by Job Group 

The table below is very much as expected bearing in mind the pressures that are being experienced within Nursing and Midwifery with concerns remaining at over 40% and increasing from the previous year. It is worth noting the increase in concerns in
“Administrative and Clerical” which has largely been due to the reorganisations being undertaken at many levels as well as the return to “hybrid” working from the Covid days of working from home. Across all the Job Groups concerns have been raised which is in one sense encouraging and shows the value of the outreach work being undertaken. It is also positive that the number of “Role not confirmed” figures recorded have reduced further this year. Much work has been undertaken within Estates as that had been a “hard area to access” hence the continued level of contacts and there has been much work in the Wales Fertility Institute during the year.

	Staff Groups
	Number
	Percentage

	
	01/04/25-31/03/26
	Previous 12 months
	01/04/25-31/03/26
	Previous 12 months

	Additional Clinical Services
	8
	8
	6.62%
	8.08% 

	Additional Professional Services
	16
	13
	13.23%
	13.13%

	Administrative and Clerical
	20
	14
	16.53%
	14.14% 

	Allied Health Professional
	9
	11
	7.44%
	11.11% 

	Medical and Dental
	6
	2
	4.95%
	2.02% 

	Nursing and Midwifery Registered
	56
	42
	46.3%
	42.42% 

	Estates and Ancillary
	5
	5
	4.13%
	5.05% 

	Healthcare Scientists
	0
	0
	0
	0 

	Role not confirmed
	1
	5
	0.8%
	      5.05%

	Students
	0
	0
	0
	0

	
	121
	101
	100%
	100%


13. [bookmark: _Toc134617830]Why do staff use The Guardian Service?

There is real concern at the nearly 150% increase in those concerns requiring “impartial support” as there seems to be a real backlog of formal processes being resolved speedily for the benefit of staff and the organisation. In our view the “Respect and Resolution” policy has if anything added to the problem along with the fact that with so much change going on staff do feel unsettled and revert to policies rather than resolving situations. There is also an issue with the workload of Trade Union colleagues as they seem unable to provide the support in a timely fashion that staff want although there are exceptions especially in the nursing professions. It is also worth noting the comments under “staff feedback” which give a clear view that staff value the independence of the Service.
Where the individual is in a formal process of some sort often with Trade Union support if they are members, so the Service can only offer a safe space for them to support their wellbeing. It is also worth noting that the when the two categories “Believe they will not be listened to” and “have raised the concern before but have not been listened to/nothing has been done” are added together then there has been a small decrease from the previous year which just highlights that there remains much work to be undertaken on the organisations culture.

	Reason
	Number
	Percentage

	
	01/04/25-31/03/26
	Previous 12 months
	01/04/25-31/03/26
	Previous 12 months

	Fear of damage to career
	0
	0
	0
	0

	Fear of losing job
	0
	0
	0
	0 

	Fear of reprisal
	4
	1
	3.31%
	0.99% 

	Believe they will not be listened to
	34
	21
	28.1%
	20.79% 

	Believe the organization will not take action
	0
	0
	0
	0 

	Have raised the concern before but have not been listened to / nothing has been done
	44
	63
	36.36%
	62.38% 

	Other
	5
	2
	4.13%
	1.98%

	Impartial Support
	34
	14
	28.1%
	13.86%

	TOTALS
	121
	101
	100%
	100%


14. [bookmark: _Toc134614142][bookmark: _Toc134614143][bookmark: _Toc134617831]Action taken to improve the Freedom to Speak Up Culture 

Action taken to address themes.
· As mentioned above when noting the marked increase in the category of “impartial support” there is no doubt that timescales in getting issues resolved remains a recurring theme. You will recall that we mentioned last year that while the policies exist with clear timescales involved these are often not adhered to and in some cases the applicable Line Management are not aware of them and fail to seek guidance before acting feeling they know best. We are aware that there is much work being done of an OD & Workforce” perspective to better prepare staff for management roles but this will no doubt take time to be embedded, so any other action to remedy this matter demands serious consideration. There also remains real concerns about the way that suspension from work has been implemented with often staff left at home with no idea why they are being suspended/stay at home. While accepting there can often be safeguarding issues, the welfare of the staff member needs to be considered and is often not – there were several instances this year where a staff member was a left for several weeks without any contact at all from the organisation. 
· As with last year there has also been several instances this year where we have been required to provide a high level of emotional support (as we are not able to provide anything else once a formal process has been started) as the level of support/engagement from Line Management has been almost non-existent after the process starts. Again, there has been much work going on behind the scenes to improve matters with a “best practice review” withing the HR Department. The Health Board has also agreed to participate with a number of Trusts and Health Boards in England with w working that the “Alliance” (all organisations working with GSL are members” to work out the cost of formal Disciplinary processes We have introduced regular catch up sessions with many of the HR Business Partners which has meant efforts can be made to minimise these which this year has included the Air Ambulance for the first time.
· You will see from the Feedback comments on (page 17) many staff, even though they may be going through a formal process, value the Service as it gives them a safe space to vocalise their feelings/emotions as the Guardians have the time to give them. There is no doubt at all that nearly all the staff who contact the Service value its independence from the Health Board as there is however well meaning always some level of a “conflict of interest” within an internal process.
· The Raising Concerns Guardians have on several occasions been able to provide staff with information on the various options available to them in taking forward their concern, offering safe, independent listening without judgement, highlighting the benefit of engagement with Line Management if appropriate and even a facilitated meeting if that would be helpful to resolve the issue. While the Health Board provides a wide range of support functions there are many occasions where the member of staff contacting the Service is aware of them and even reticent to engage with them. As well it is often helpful to ensure that the options outside of the Health Board are suggested/signposted. A good working relationship has been developed with Wellbeing who refer clients where appropriate and a member of their management attends on a quarterly basis the regular meetings with our Liaison Officer. We always suggest that if members of a Trade Union they should contact the applicable Trade Union thereby ensuring that they have explored all the options open to them before deciding what (if any) action they propose to take. 
· There remains the most suggested benefit where cases have closed, is that the individual concerned has felt enabled and empowered to raise and take forward their concerns themselves by ensuring they have as much information as possible as to their options without engaging in a formal process.
Communication and escalation
· With the decision to continue with the virtual inductions the Service is included but there needs to be consideration of how we link with the mandatory training packages in ESR i.e. local signposting as part of Health & Safety or Safeguarding training.
The Guardians continue to maintain a regular presence in all areas of the Health Board accepting invitations for presentations and team briefings whenever offered. The full access at all the sites has meant that the Guardians continue to undertake “walkabouts” in wards as well as attend team briefing sessions at the start and end of the day. The support of the Health Boards Wellbeing, HR and OD&Workforce Teams is greatly appreciated.

· The Raising Concerns Guardians will always listen when a staff member wishes to share their experiences. However, as per our mandate we do not become involved in any internal disciplinary or respect and resolution process. Staff are informed of our position at the outset as well as advised that in order to make a decision, they should consider all options including speaking with their Trade Union, if applicable. There is no doubt that the relationship with the Trade Unions (excepting the nursing professions) remains one of them viewing the Service as a threat. This is of course far from the truth and is disappointing that some of the Trade Unions have not tried to understand our role better. The Service would positively encourage “working together” with all Trade Unions as it can only be beneficial for the staff.

· Monthly meetings are held with the Director of Workforce & Organisational Development to talk through the monthly activity reports which includes themes and outcome of cases. No individual can be identified by the report, therefore keeping staff members’ confidentiality, which is essential and a contractual obligation. It had been hoped that those might return to some level of F2F engagement, but this has not been possible for various working patterns but will continue to be explored. 

· Eight-weekly meetings have been held with the Chair of the Health Board along with the Chair of the Workforce, OD & Digital Committee. 

· The regular 3-weekly meetings started during the pandemic have continued virtually throughout the year with the Head of Culture, OD & Staff Experience to ensure that any issues are discussed/resolved and we thank her for her support of the Service. A representative from Wellbeing joins the meetings quarterly to ensure triangulation of information. We have also regularly engaged with Leads for the Neuro-Diversity Network and Calon throughout the year.

· During the year there have been specific engagements in areas of concern after discussion with Management in the following areas:
AMU – Morriston
ED – Morriston
Maternity & Neo Natal – Singleton/Neath Port Talbot
Mental Health & Learning Disabilities – Hafod Y Wennel, Ward F & Bryn Afon.
Theatres – Singleton/Morriston and Neath/Port Talbot
Wales Fertility Institute

· Generally we have made every effort to close cases as quickly as possible, but some cases will remain open for as long as staff members require support. As we have already mentioned the length of time that processes are taking to conclude is a major factor in concerns staying open. As part of our regular line management, we undertake a review of open cases.
15. [bookmark: _Toc134617832] Learning and Improvements

· The Raising Concerns Guardians attend fortnightly Guardian Service meetings where difficult concerns raised are discussed, peer support and learning gained, and good practice shared. Again, confidentiality is always held, and no individual is identified. The additional element has continued this year of the “Alliance” where the SBUHB Liaison, is able to join with colleagues for the other 42 organisations (increased from 32 in the previous year) that the Guardian Service works with to explore best practice, data analysis etc. An example of this added value is the work being undertaken on the cost of grievances.
· During the year the Guardians have a minimum of one six monthly supervision sessions with an external Psychologist to consider any difficult cases as well as their own mental/emotional wellbeing available at any time for support.
· As the Guardian Service has clients across several English NHS Trusts, we can compare and contrast best practice approaches (while acknowledging the difference approaches in the Home Countries) in respect to policy, service implementation and organisational response. This enabled several promotional ideas/videos to be shared where applicable. The development of the “Alliance” continues which enables the SBUHB Liaison, Julie Lloyd is able to join with colleagues for the other 42 organisations that the Guardian Service works with to explore best practice, data analysis etc.
· Regular contact is made with the SBUHB network groups although they have been subject to considerable change over the past year as well as with the Mental Health Champion and the new Neuro-diversity Network which has also been established.
· On a regular basis Debbie Rees-Adams joins our 3-weekly meeting with Julie Lloyd to ensure that all areas providing support are aware of each other’s activities which has proved very helpful in identifying “hotspots”.
· Concerns raised have started to include those relating to Patient Safety and it should be remembered that the Francis Report revealed that overall patient outcome was diminished because of cultures and practices. Themes other than ‘Patient Safety’ can provide an insight to the cultures and practices. In his letter to the Sec of State for Health Sir Robert in relation to his review stated:
“….It did not listen sufficiently to its patients and staff or ensure the correction of deficiencies brought to the Trust’s attention. Above all, it failed to tackle an insidious negative culture involving a tolerance of poor standards and a disengagement from managerial and leadership responsibilities. This failure was in part the consequence of allowing a focus on reaching national access targets, achieving financial balance and seeking foundation trust status to be at the cost of delivering acceptable standards of care.”
16. [bookmark: _Toc134617833]Comments & Recommendations

Comments
An extensive programme of onsite visits have been undertaken this year and will also continue next year. Despite all this work and promotion there are still staff that don’t know about the Service, so every promotional opportunity is taken.
· While the commitment of the Board and Executive team at Swansea Bay University Health Board to the Guardian Service has been excellent, consideration should be given to publicising personal commitments from each member with regard to “raising concerns” in order to further cement to staff that the Board/Executive team are committed to the “Raising Concerns” Policy. This would further enhance the work being undertaken to continue the embedding of “Speaking Up” within the SBUHB.
· The issue of staff turnover remains a common theme from staff despite the efforts being made to keep staff advised about the actions being taken. There is no doubt that the pandemic has also meant that many staff have revaluated their lives which will have an impact on retirements etc. In respect of recruiting new staff, the perception is that the Executive Team are doing little, which we know is not the case, so there is still work to do to educate around this. 
· There has been extensive engagement with the International Nurses (ION) programme over the past year which has helped staff feel that the Health Board cares as it is such a big move for them all to make. The one element that does seem to require review is the support available for them to settle their personal affairs whether it is housing, transport, work for family and school. The quality of the training provided has been commented on several times as excellent. We are aware that a full review is underway of the programme. It should be noted that the issues under “Discrimination and Inequality” are with ION staff but rather from the fact that they are truly becoming embedded in the community of Swansea and their work lives with family joining them which brings different issues.
· As with last year the lack of a standardised process for Exit Interviews continues to be a source of concerns to staff. On several occasions when staff have made the decision to leave the Health Board, they have wanted to undertake an exit interview to give the organisation the opportunity to review any appropriate actions that might be applicable, but this has unfortunately not happened. Whenever this has been requested on behalf of a staff member it is has been facilitated by HR but there is a concern as to whether there could be good learning opportunities being missed. 
· As mentioned at some length earlier staff continue to report that the length of time taken for formal processes to be heard is too long and exceeds the policy. There is clearly an issue which is recognised by HR staff, but it is essential that regular communication with staff to keep them updated is undertaken which often doesn’t happen. As mentioned before there does seem to be a lack of engagement with staff on a wellbeing basis by managers etc when staff enter these processes. This will also help encourage staff to raise any further concerns.
· As with every year a continued programme of communication and engagement sessions is required to promote the Guardian Service to all staff groups wherever they are located, as there are still areas that are not aware of the service despite the comprehensive plan undertaken so far. There has been interaction with Estates over the year which has been an area where contact has been limited.
· There remains much work to be done by everyone to accomplish the “bedding in” of the Health Board’s values which often is the difference between “old school” and “new staff”, which causes issues when there is conflict between staff. Often it is clear that there is a divide between new staff who accept the values and the more established staff where there is clearly work required. Contacts often tell us that they have been promoted to positions with little or no experience of or training to equip them for managing staff.  It is pleasing that this issue raised last year has been addressed with a new programme lead by OD & Workforce. There have been instances where staff have intimated that they would rather take sick leave than speak up, as they believe they will not be listened to or that the Health Board will take no action. There clearly is still a lot of work to be done to allow staff to feel they can trust the organisation and the Guardians are happy to work with the continuing initiatives that the Board have undertaken as well as assist in developing any new ones. The involvement of the Service in any Leadership/Management training to try and improve understanding of the Service that it is to help management as well.
· In last year’s report it was noted that there had been a good level of engagement from HR at certain sites and it is good to report that this has forthcoming from all areas this year with the addition of the Air Ambulance. Our specific thanks should be noted to our direct liaison, Julie Lloyd who has always been prepared to assist whenever we have contacted them which has made our work so much easier. The Guardians have also engaged with the HR Business Partner’s Forum as we’ll as meeting some of them monthly to explore situations at their area/location of responsibility. In addition, the support and commitment of the Director of HR, Tina Ricketts to the Service meant that she was able to help resolve several issues personally.
· The bimonthly meetings with the Chair of OD & Workforce Sub Committee (Reena Owen) and the Chair of the Board (Jan Williams) have continued to be valuable. 
· There remains a lack of awareness from some line managers in the Raising Concerns process. Not all line managers see the Guardian Service as an agent to help sort issues, preferring to take a defensive approach/view. Increased engagement with the Guardians will allow managers to take a proactive approach when managing and supporting their staff. The plans to include the Service within any management training package/plans is welcomed.
· The Guardian Service remains very keen to develop a working relationship with the Trade Unions and will support any measures that senior management feel appropriate as this would have a positive impact with staff. It remains disappointing that engagement remains limited as this is something that many of our colleagues in all other UK-wide Health Boards and Trusts do not encounter thereby providing an enhanced offer to staff.
· As mentioned earlier we have continued to record the number of contacts “taken out of hours” whether to raise a concern or ongoing contact having already engaged which for the period 01/04/25 to 31/03/26 was 91 occasions – a marked increase on the previous year which was 51 of nearly 80%. In collating this figure, we have taken the “out of hours” to be any contact outside 9.00 am to 6.00 p.m.



Recommendations
· [bookmark: _Toc134617834]While the commitment of the Board and Executive team at Swansea Bay University Health Board to the Guardian Service continues to be well served there remains much that could be implemented. Continuation of a series of personal commitments from each member about “raising concerns” to further cement to staff that the Board/Executive team are committed to the “Raising Concerns” Policy would be helpful allowing the Health Board’s values along with its “Speaking Up” policies to be further embedded in the organisation.
· An annual briefing to the Executive Management Team be held to ensure all members are aware of the Service and its role within the SBUHB offer to staff
· The development of an action plan from last year’s recommendations was useful and will hopefully continue along with the monthly reports to ensure actions are taken and progressed.
· The role of the Service needs to be included within all Management and Leadership training.
· The Service is very happy if asked to contribute to any review of the current logjam with formal Health Board policies if that was considered appropriate as the costs involved must be considerable.
· The Health Board as part of their engagement with the Alliance (all HB’s and organisations that work with GSL can participate in regular meetings to exchange ideas/practices) have agreed to participate as one of several Trusts/Health Boards researching the cost of formal processes. 
















17. Staff Feedback

I very much appreciated the very prompt, helpful and empathetic response to my concerns raised and would not hesitate to contact you again should the need arise. It gave me great reassurance of my concerns at that time.
…….. was an excellent support and was able to give really sound advice as we went through really arduous times and processes. ……. also championed on our behalf. It was great to have someone there for us when we were so badly let down by our own line managers and the health board
…….. was professional and kind and listened to my concerns and discussed a variety of options in relation to my situation that I had not thought
I felt supported and reassured
I have contact with the guardians on more than one occasion, and they have always dealt with sensitivity and professionalism
Yes 100% I would get in touch with the Guardian Service. I felt very confident and safe sharing my concerns and ……… was very approachable
I was nervous to make initial contact, but everything is very confidential and provides great support
The Guardian service is a fantastic support
This is the second time I've accessed the guardian service and both times have been extremely helpful.
I'd like to thank …….. for all of the support and compassion ……. has shown me.
My experience contacting and using the Guardian service has been very positive I am glad this service is available to staff it gave me confidence to ask for help
……… was a great support to myself and the ward. I would use this service again
When ….. listens to your concerns, I feel really listened to. Thank you ……...
Absolutely. I was not aware of the service prior but shared this with my colleagues should they find themselves in need of the service.
Although I have noted that we had a satisfactory outcome to our concerns - this is still ongoing. There was nothing more …….. could have done. We were trying to get responses from the most senior individuals in the organisation and they know how to side step issues. our immediate concern has concluded although our complaint about the way that the HB managed our case is still ongoing.
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